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2020 and Beyond  

FROM THE DIRECTOR’S DESK  

Shambra Mulder, Ph.D. 
Office of the Ombudsman and Administrative Review   

 

The Office of Ombudsman and Administrative Review 

(OOAR) has done a wonderful job in meeting the increased 

demands from the Cabinet of Health and Family Services 

throughout the COVID 19 pandemic.  Here are my expecta-

tions and thoughts as we move ahead.  We should all continue to strive to:   

1)           Better understand the policies and regulations regarding CHFS’ many services 

(e.g., Medicaid, SNAP benefits, and Public Health).  Agencies and clients (i.e., the public) 

need to understand how and why CHFS decisions are made based on policies and regula-

tions. 

2)           Help Kentuckians navigate the process of expressing their grievances and ap-

pealing CHFS decisions.  The goal is to relieve their misunderstanding, frustration, and 

personal trauma related to CHFS services.  That relief may or may not be their getting 

what they need.   

3)           Improve our communication and Kentuckians’ access to our services.  While I 

have only been here for nine months, I surmised that we need to help CHFS agencies 

better understand and communicate about our services. Clear and consistent messaging 

about our work is vitally important.  Kentuckians should also know they have a right to 

complain, appeal, and have their grievances heard by an impartial CHFS agency when 

they interact with us.    

 

Again, OOAR staff has done an excellent job in meeting these expectations.  Further guid-

ance from the OOAR leadership team will be announced about the third expectation.  I 

greatly appreciate all that you have done thus far and am excited about the opportunity 

to make big improvements for the future of OOAR.   
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Word of the Month  
 Verify ɂ ɉǾŜǊōύ 1. to make sure or demonstrate that something is true, accurate, 

or justified; 2.  ό[ŀǿ) swear to or support (a statement) by affidavit. 

 

Derivation—Middle English (as a legal term): from Old French ǾŜǊƛŬŜǊ, from medieval 

Latin ǾŜǊƛŬŎŀǊŜ, from ǾŜǊǳǎ ΨtrueΩΦ 

 

(Source: https://www.lexico.com/en/definition/verify). 

 

Statewide Announcement: 

COVID-19 has seen exponential 

growth throughout the Common-

wealth in the last month.  Please 

go to HealthyAtWork.ky.gov to 

view Executive Order 2020-968, 

which will be in effect until Dec. 

13, 2020 at 11:59 PM local time.   

https://www.lexico.com/en/definition/verify
HealthyAtWork.ky.gov


 

Division of Program Performance:   Brian L. Jones, Director  
Employee spotlight: 

Angela Gamble  

 Angela Gamble joined the Ombuds-
manΩs ME/PAC group as a Management 
Review Officer (MRO) 17 years ago, 
after serving as a Program Specialist in 
the Northeastern Region.   She is part of 
the PE Branch and  has assisted in 
completing several annual KY ME State 

Plans and participated in annual ME FNS 
state level reviews.  Angela has 30+ 
years with the state and is an invaluable 
part of our team!  
  
     Angela graduated from Morehead 
State University in 1989 with a Bachelor 
degree in Business Administration.  
Based in Morehead throughout her 
career, she now   telecom-
mutes.  Angela enjoys being an MRO 
because of the work family friendships 
she has developed and helping staff 
across the state enhance the work and 
services provided to Kentuckians.  
     Her favorite pastime is spending time 
with her two grown children, Samantha 
and Tyler, and her adorable grandson, 
Ryan.  Her favorite memories are family 
beach vacations, including scuffles while 
traveling for hours.  But as much as 
Angela loves to travel, when she sees 
the hills of Morehead, she knows she is 
home.   

Office of the Ombudsman and 
Administrative Review 

275 East Main Street,  2E-O 

Frankfort, KY 40621 
 

Phone: 502-564-5497 

Fax: 502-564-9523  

E-mail: CHFS.Listens@ky.gov 

 

SUBMISSIONS  § 

Please email  your articles to 

carolyn.vose@ky.gov 

FAMILY COVID HOLIDAY ACTIVITIES https://louisvillefamilyfun.net/2020/11/best-holiday-

christmas-events-louisville.html excerpted source.  See also https://lexfun4kids.com for 31 

December Activities for Families in Central Kentucky. 

 A Christmas Carol - Radio Play (streamed) from ActorΩs Theatre—Through Dec. 31, 2020 

Southern Lights Holiday Festival at the Kentucky Horse Park, рΥол—мл PM, through Dec. 31, 

2020  

Lights Under Louisville at Louisville Mega Cavern through Jan. 3, 2021 

Drive thru with the Grinch,  9-11 AM, at the Oldham County History Center, December 5, 

2020 

Lexington Children’s Theatre has a streaming service for 2020/2021 season 

 

 

 

 

     Within OOAR, the Division of Program Performance (DPP), is managed by a Director, Assistant Director and three 
(3) Branch Managers.  The latter oversee the daily operations of the Supplemental Nutrition Assistance Program 
Quality Control (SNAP QC) Review Branch, the Public Assistance Quality Control (PA QC) Review Branch and the 
Program Enhancement (PE) Branch.  The PE Branch consists of the Management Evaluation (ME) and Program 
Access & Compliance (PAC) sections.  Effective June 1, 2020 the division was approved to permanently telecom-
mute.  Staff will be strategically located to meet regulatory required face-to-face and office based interviews in speci-
fied geographic locations.  
 
     The QC and ME systems are federally mandated for SNAP. The QC system also monitors the Medical Assistance 
Program (MAP), Kentucky Transitional Assistance Program (KTAP), Kentucky Works Program (KWP) and the Child 
Care Assistance Program (CCAP)  т /Cw нтрΦнΦ 
 
    The PE Branch has a Branch Manager who is responsible for two (2) Section Supervisors and twelve 
(12) Public Assistance Program Specialists.  The Management Evaluation (ME) Section reviews the SNAP 
program to determine if local eligibility office determinations comply with state/federal policies and 
regulations.  ME staff also conduct exit conferences with DCBS field staff to discuss findings compiled 
during the reviews and assist in writing corrective actions plans to improve areas identified with a high 
error percentage.  The Program Access and Compliance (PAC) Section is tasked with ensuring local DCBS 
offices are providing proper access to SNAP recipients.  Interviews are conducted with applicants, DCBS 
eligibility staff, and local/state community partners.  Items discussed during these reviews include, Civil 
Rights compliance, Limited English Proficiency (LEP) signage/availability, Ombudsman contact infor-
mation, and DCBS Call Services.  

 
     The Division is also assisted by an Administrative Specialist, Program Coordinator, and Citizen Assis-
tant Specialist. They are integral in assisting the division by communicating procedural and/or program 
changes, completing administrative duties, conducting field surveys, and preparing monthly/annual data 
analysis reports based on documentation gathered from Quality Control (QC) and ME reviews.   

https://louisvillefamilyfun.net/2020/11/best-holiday-christmas-events-louisville.html
https://louisvillefamilyfun.net/2020/11/best-holiday-christmas-events-louisville.html

